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摘  要
         
         
随着电子商务时代的到来，客户对服务多元化及服务高效化也提出更高的要求
，XMA作为全球第三的集装箱海运企业，同样注重客户满意度，并于2004年率先在
厦门市场上使用电子订舱、网上核对提单、电子设备交接单等技术，实现无纸化订
舱流程。为保证集装箱运输中各环节的安全交接，进一步达到降低客户服务成本
，提高客户服务质量，提高客户对企业的忠诚度的发展策略，XMA公司成立流程项
目组对于既有流程进行持续优化。
本文基于XMA公司利用外代电子商务平台技术对流程优化的过程，结合理论知识加
以分析，探讨电子商务技术在系统流程优化中的运用，以及海运操作流程的优化方
式，从中摸索电子商务技术与流程优化结合的规律和模式，以应用到日后持续的流
程改造中。本文选择了两种重要单证：国际货物运输中最重要的单据——提单签发
过程和集装箱出口货运特有的单证——设备交接单打印流程，通过 ESIA 法将集装
箱基本流程与XMA厦门公司当时所处的环境和条件相结合，运用流程优化和运作管
理服务流程等相关理论知识，分析XMA厦门公司对这两个重要流程进行分解、诊断
，进而消除流程中非增值活动以及调整流程的核心增值活动，并在对分解的流程进
行整合基础上进行作业流程的自动化，最终按照PDCA循环进行持续改进模型与不断
学习，以一种新的结构方式为顾客提供增值服务，通过流程持续优化不断提升公司
运作效率，达到客户满意。
         
关键词：集装箱航运业务；单证流程；流程优化
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Abstract
         
         
Electronic commerce in now ages,to satisfy the diversified needsand efficient
service for customer,XMA Xiamen Companypay much attention to improve
customer satisfaction.In 2004, XMA Xiamen took the lead in the Xiamen market
with using electronic booking; online check forbill of lading and electronic
equipment interchange receipt, which aimed to achieve paperless booking
process. Further more, to make sureevery process under control and meet quality
requirementof container transport, and also todiminish the cost when providing
customer service & to fit for the strategy of customer's loyalty, XMA Xiamen
established an effective project team for continuous improvement process.
With the support of Penavico e-commerce platform, XMA Xiamen
achievedbusiness process optimization andexplored application of e-commerce
technologybased on theory analysising.Combining with practice, it also explored
its regularity ofthe combination of e-commerce technology and process
optimization, to apply the pattern to the continuous process improvement in
future. The article chooses two important documents: the most important
document during the international transportation–Original Bill of lading issuing
process and the specific document of container shipping --EIR (equipment
interchange receipt, referred to as EIR) printing process. By the method of ESIA,
it takes a combination ofgeneral process of container shipping and XMA Xiamen
Company current status, making use of process optimization and Operation
management knowledge,decomposing and diagnosing these two important
processes of XMA Xiamen Company, so as to eliminate nonvalue-added activities
and adjust the core value-added activities. It also helps realize an automation of
process with the integration of decomposition. AndXMA Xiamen Company never
stops, it follows the PDCA cycle for continuous improvement and continuous
learning, in order to provide a new way to provide value-added service.  Asa long-
厦
门
大
学
博
硕
士
论
文
摘
要
库
term strategy, XMA Xiamen company stays on the target of achiveving customer
satisfaction with a continuous effort on improving the efficiency of daily operation.
         
Keywords: BUSINESS OF CONTAINER SHIPPING;PROCESS
OPTIMIZATION;DOCUMENT FLOW
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